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Abstract 
Within the context of providing high quality clinical outcomes, managers in the U.S. healthcare system are 
working hard to solve several problems, including the challenging and interrelated problems of how to 
control operating costs, how to improve employee retention, and how to satisfy customers and 
stakeholders. Beyond that, the industry faces substantial capital expenses when constructing new 
facilities and renovating or maintaining existing aging structures. In short, many of the issues facing the 
healthcare system are similar to those of the hospitality industry. 
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Exploring Common Areas of Service Quality, 
Human Resources, and Marketing
by	Brooke	Hollis	and	Rohit	Verma
brooke hollis, MBA/HHSA, MArch&UD serves on the leadership team of the Sloan Program in Health 
Administration. In addition to his work with alumni and industry, he mentors students, and serves as a 
faculty member. Beyond his appointment at Sloan, his ongoing professional consulting activities straddle the 
area of mergers and acquisitions and management consulting primarily for health and professional services 
firms. His background includes over three decades working in both the public and private sector, serving in 
senior management positions in a number of organizations in the health and financial services fields. While 
serving as president of a national professional association, he was involved in advocacy work with the federal 
government on policy and financial issues. For almost a decade he was a partner and president of a private 
firm that developed and managed specialty outpatient clinics, ran a durable medical equipment company 
and provided contract staffing programs for hospitals in three states. His work 
as a partner in mergers & acquisitions advisory firms has involved consulting and transaction advisory work in 
20 states and Canada with private equity funds, and both public or privately held domestic and international 
companies. 
rohit Verma, Ph.D., is professor of operations management and executive director of the Center for 
Hospitality Research at the Cornell University School of Hotel Administration (rohit.verma@cornell.edu). Among 
his research interests are product-and-service design and innovation, customer choice modeling, and quality 
process improvement of supplier selection strategies. His work has appeared in such publications as MIT Sloan 





















retirement	care	 facilities	 expressly	use	hospitality-type	approaches,	with	guests	who	are	 long-term	rather	 than	
transient.	As	is	true	of	many	segments	of	the	healthcare	industry,	the	customer	for	senior	living	facilities	is	not	only	
the	client	but	also	the	client’s	family.	Thus,	a	holistic	approach	is	needed	that	involves	resident	and	family	alike.	













Within	the	context	of	providing	high	quality	clinical	outcomes,	managers	in	the	U.S.	healthcare	system	are	working	hard	to	solve	several	problems,	including	the	challenging	and	interrelated	problems	of	how	to	control	operating	costs,	how	to	improve	 employee	 retention,	 and	 how	 to	 satisfy	 customers	 and	 stakeholders.	





Exploring Common Areas of Service Quality, 



























































































































































Gerard van Grinsven: patient satisfaction is the result of a philosophy that is 
embedded in the hospital’s culture—and not just because of a modern facility.
Rob MacKenzie: it’s important to make both 
patients and employees feel that they are valued. 




































































Jill Guindon-Nasir: by getting senior leadership to demonstrate 
that they really believe that the organization can be the best, it 
will become the best, despite having an old facility or other 
challenges. 
John deHart: A real-time net promoter score helps keep track of 



































































Franklin Becker: grand style is not necessary to 
create a hospitable environment. even modest 
changes in the work environment can greatly 
improve employees’ attitudes.
Jennifer Schwartz: For aging inner-city hospitals, an 
excellent patient experience is the key.  
John Rudd: Cayuga Medical Center 
has been focused on trying to 
influence life-style modification via 
their venture with the fitness 
facility which hosts their cardiac 



































































Stephanie Anderson: hospitals can partner with post-acute-care 
facilities to help patients maintain their health after a hospital 
visit.
Rosie Feinberg: simple design elements can 
improve patients’ attitudes, even when health-






























































Kunle Modupe: one key to working in 
old facilities is to have an excellent staff 
with a service-related culture.
Elizabeth Ambrose: Facilities can use technology to share 
daily moments of their patients with their families, for 




















































































Randal Richardson: A critical goal is to bring a hospitality 
approach into the healthcare domain to ensure consistent 






























Co-chairs Rohit Verma (left) and Brooke Hollis (right) flank keynote speaker Gerard van 
Grinsven: Additional collaboration between the healthcare and hospitality industries will 
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